D DEKRA

DEKRA #iF 5 HiF
DEKRA Complaint and Appeal

DEKRAEI I T ABRME AL, FTUMMFLMENEN, RIEIINERS . AiFssut
BNARRS, BURDERRS S EF A EAAHRE R IR, AN SR &R B
DEKRA R R IFS By, IXRIAVGIAETALIE,

DEKRA is committed to providing impartial, professional and consistent testing, inspection
and certification service. To continuously improve our services, we welcome your feedback
regarding any dissatisfaction during service delivery. This document explains how to submit
a complaint or appeal and how we will handle it.
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o ¥iF (Complaint)
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A formal communication of dissatisfaction with DEKRA provided service where a
response or resolution is explicitly or implicitly expected.

. HIif (Appeal)
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A formal communication of objection made to any decision or interpretation taken
by DEKRA relating to conformity assessment services or technical compliance.
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After receiving a complaint, the Quality Manager will contact you within 2 working
days to confirm receipt of your complaint or appeal.
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At that time, to enable us to handle your Complaint/ Appeal quickly and effectively,
please provide the following information whenever possible:

o HR. BNEMRENERAN

Your name, organization name, and valid contact information
o EMRREEEAHNEEAR

A clear description of the issue or dissatisfaction
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Relevant details such as project, certificate number, audit date, etc.

o BREFIMNMRATN (WER)

Your desired resolution (if applicable)

o XFFEFKRAMARILE (MXXfF. MMHCR. BRAE)

Supporting evidence (e.g., documents, email records, photos, etc.)
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Quality manager will review the information and determinates the complaint/appeal
handler.
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The handler will investigate the complaint/appeal, perform cause analysis, and
propose corrective actions. The investigation shall normally not exceed 1 week.
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The findings and proposed corrective actions will be reviewed by DEKRA
management, approved by the responsible person, and then communicated to you
in writing.
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If you are not satisfied with the result, we will record your comments and inform you
of available internal and external recourse channels.
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Confidentiality and Impartiality Commitment
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DEKRA strictly observes confidentiality. Your personal information and complaint
content will only be used for investigation and handling purposes.
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All personnelinvolved in handling complaints or appeals have not been involved in
the relevant projects, ensuring impartiality.
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You will not be disadvantaged or discriminated against for filing a complaint or

appeal.



